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Since the 2008 financial crisis, the market is becoming increasingly competitive 
and corporations have to face a variety of impacts, especially in management of 
quality and customer service. It is significant to ensure excellent OCF, high quality 
and satisfying service for corporations on the way of development. 
Based on the practices in company A in management of quality and customer 
service, referred to theoretic of quality and customer service management of 
customized products, try to analyze how to improve quality and service management 
in company A and practice changes as well as analyze the risks and benefits from 
changes. 
Company A produces and supply automated equipment, such as relay in area of 
power transmission and distribution. The products are highly customized with 
modular components which are produced in cell production line and delivered 
according to projects or orders. The company initiates the promotion in finance, 
operation and service management to resist impact of financial crisis and explore the 
road of sustainable development, excellent performance, increasing marketing share 
in business competition. The changes mainly focus on cost control, market 
development, operation and service management. 
The scope of the paper mainly covers management of quality and service. By 
analysis of current performance, try to find proper method in quality and service 
management and practice them in the company to promote performance of operation 
and service, especially to resolve the problems such as high cost, high return rate, long 
leading time, slow response to customer complain. It includings: application of SPC 
in supplier quality improvement; Application of cell production and MES in 
manufacturing; TQM and Target management in production, quality and service; 
Practice of service center and service outsourcing; Application of information 
system---ServIS in customer service.  
Customer focus is always a long-term goal which depends on continuous 
improvement of quality and service to satisfy customer. Change and improvement is 
an ongoing process which further develop and perfect company in quality and service. 
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3. A 公司的质量和服务背景 
作为技术领先的 A 公司，在输配电设备市场，尤其是中国这个发展迅速的
市场占有一定的地位，并努力利用技术优势成为中国市场的领导企业。但受 2008
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